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End-Users

● The person with the problem 
you’re trying to solve.

● The person whose behavior you 
want to change.



Customer Segmentation

End-Users

During this phase…
try to talk to 10 end-users.
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Talk to your customers to better 
understand their (biggest) problem, 

their (biggest) pain points, their 
motivations and desires.

THEN you can change their 
behavior.

Therefore



Have data
Have read the literature
Have talked to your customers

Some of you probably...
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1. They’re bad ideas...

2. They’re good ideas poorly 
communicated….

Why don’t ideas take off?



Customer Interviewing Tips

1. Don’t pitch or talk about your idea or solution
2. Do more listening than talking. Use precious time to learn.
3. Ask open-ended questions
4. Your questions should try to invalidate your hypotheses 

about your project.
5. Disarm “politeness”
6. Parrot back to confirm. Interrupt when you don’t understand.
7. End with: “What did I forget to ask?” “Is there anyone else 

you think I should talk with?”



At this point… 
Better to call them “casual 
conversations” instead of 

“interviews”. 

Kick back and get to know what their life is 
like. Maybe buy them coffee? 

Customer Interviewing Tips



Compare / Contrast
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Standard Gov Ignite

● Talk to experts 

● Reference the literature

● Quantifiable data

● Solve big problems

● Ensure high n value 
and structured survey

● Talk to customers

● Reference a customer 

● Qualifiable information

● Solve small problems

● Often 7 (good) convos is 
sufficient to see themes



Strategery



Our Innovation Pipeline



Dec 1 @ 1-3pm ET Igniting Discovery

Dec 3 @ 1-3pm ET The Ignite Experience

Jan 12 @ 1-3pm ET Storytelling & Making the Pitch

Week of Feb 8 You Pitch Your Project!







Rockville: Fisher’s Lane (AHRQ, HRSA, 
SAMHSA, IHS)
The HRSA Idea Spring Team! Katrina Jones
Sabrina Matoff-Stepp

Rockville: Medical Campus (NIH)
Andrew Burton the one at NIGMS

Baltimore (CMS)
Elijah Ditter
Mindy Hangslaben

Innovation Coaches/Contacts

SW Complex DC (OS, ACF, ACL)
Will Yang uber coach
Blair Corcoran de Castillo

Atlanta (CDC)
Juliana Cyril
Dan Stowell

White Oak (FDA) 
Laura Adam
Samir Shaikh



1. You can change your project

2. You can change your team
● Only one Project Lead
● Only (up to) Two Team Members
● But other contributing individuals get mention

Yes...







Our Panel



Break?



Post-event Survey for Dec 1 Attendees (n = 42)

Did you find this webinar 
training useful?
● No not really = 1
● Some = 2
● Mostly = 13
● Yes it was great = 26

What can we do to help make your life/job 
easier? (only pick one)
● Connect me with like-minded colleagues 

that I will meet with on my own time. = 15
● Hold more trainings like this. = 14
● Help convince my boss that this type of 

work should be more prioritized. = 6
● Just get out of the way and let me work 

already! = 1
● Other... = 4



Our Panel


